The study examined the influence of leadership commitment on patients' satisfaction with hospitals in Nairobi. A positivist research philosophy was applied in this study. A mixed research design was used to target employees and patients of hospitals within Nairobi, from whom data were collected through a self-administered questionnaire. The target population was the hospital employees and patients of level-four, levelfive, and level-six public and private hospitals within Nairobi. Simple random sampling was used to select hospitals, while stratified random sampling was used to select the employees and patients. The data were collected from the closed-ended questionnaire, which was coded, analyzed, and presented in tables. The study findings showed that leadership commitment (β = −0.254, p = 0.001) and organization factors (β = 0.142, p = 0.00) had a significant influence on customer satisfaction. The leadership in healthcare should realign the staff inputs toward improving patient experiences.
bAckground
The positive outcome of an organization is not merely financial but high levels of customer satisfaction. 1 Furthermore, it was observed that application of total quality management (TQM) requires a combination of a set of management principles with the right tools and techniques to enable the employees to carry out those management principles in their day-to-day operation so as to amount to a continuous quality improvement. 2 Leadership commitment in the context describes the ability of the hospital leader to inspire employee confidence through vision development, 3 resource allocation, and strategic planning in order to achieve the desired hospital goals. Customer satisfaction is defined as the consumer's response to fulfillment. 4 Customer satisfaction further takes an approach that indicates that quality is anchored on leadership while focusing on the current and the future needs of the customer. 2 Currently health organizations are faced with many challenges such as the need to maintain cost effectiveness of healthcare services, rapid growth of medical technology requirement, and the pressure to improve quality that meets international standards in order to acquire or retain accreditation and most important to surpass customer needs. 5 These challenges have, therefore, forced health leaders to implement systems that can manage health care in an objective and measurable manner to offer a high-quality service, which is the aim of the quality management programs in hospitals that lead to patient's satisfaction. 6 Healthcare administrators are under a constant competitive pressure to deliver high-quality healthcare services at a low cost and high-performance levels. 7 Theoretically, a quality initiative performs very well since structures are well defined to solve problems, increase efficiency, and increase performance. However, healthcare employees struggle with the implementation process. 8 Some factors affecting the quality of health services in Kenya are poor communication processes and a lack of adequate resources such as human resource, financial resources, and facilities. 9 Enhancing quality in health care is a critical aspect of many nations and institutions. Consequently, the patient who is the customer for the healthcare organizations, or more likely a direct strategic partner as a stakeholder, is now participating in a decision-making process for the hospital. 10 This has then resulted in the current changes in the environment and society; healthcare policies have noteworthy impressions on management in hospitals as well. There are challenges in managing healthcare organizations in a competitive marketplace with a little support from official bodies especially in a developing country such as Kenya. 11
study objective
To determine the influence of top leadership commitment on patients' satisfaction with the hospitals in Nairobi.
study HypotHesis
Hypothesis 01 (H 01 ) effective leadership commitment does not have any significant influence on patients' satisfaction.
LiterAture review

Leadership Commitment and Patients' Satisfaction
Leadership is the process of positively influencing others toward accomplishing some kind of desired outcome. 12 Also, leadership is an important element for the successful implementation of TQM. 13 The achievement of leadership is mainly dependent on the commitment of the top leaders in resource allocation, strategic planning, and encouraging staff members toward the desired actions. 14 For operative and successful implementation of TQM leadership, commitment is a key prerequisite, whereby visionary leadership is needed to formulate a long-term organizational vision for its development, through proper planning, and formulating action plans. Once the plans are in place, the top leadership have a great role of positively stimulating the entire organization toward the direction of achieving such visions. 15 Leadership commitment during TQM implementation significantly affected customer satisfaction. Therefore, effective leadership in TQM is required in order to earn customer trust and loyalty. 16 Strategic profits of TQM would subsequently lead to higher competitive advantage, enriched continuous quality improvement, and higher organizational performance. 17 Nonetheless, the key element of TQM application is synchronization in regard to the prominence of the support awarded by the senior leadership during the TQM implementation process. For instance, the key factors for a successful implementation of TQM are senior leadership commitment, staff involvement, and the effectiveness of how they carry out the allocated processes. 9 There is a demand for true and efficient leadership, in order to create an environment that inspires excellence, aimed at exceeding operational complexities, beating external market pressure, and other potential entrances to service quality as may arise from time to time. This requires a clear and thorough understanding of customer satisfaction quality inputs and values. 4 Leadership is therefore the art of prominence and adopting mental and strategic changes within the organization while concurrently introducing and achieving changes that are practical in the same time, ensuring that there are proper systems that are measurable. 17 More and more service industries are making efforts to create a competitive edge; hence, leadership is taking up as much as 25% of their time to create strategic direction through implementation of TQM with the aim of increasing the market share as well as increase customer satisfaction and customer loyalty. 6 Awareness, knowledge, and understanding the basic TQM concepts and principles are the key prerequisite for top leadership for successful implementation of TQM principles in any organization. 18 Leadership commitment during the implementation of continuous improvement process is critical for the achievement of such endeavors. The obstacles to TQM implementation in the service industry, including public healthcare, are that hospitals are every so often required to implement TQM to increase patients' satisfaction, and there is a lack of senior management commitment, 17 which is a key requirement for any quality initiative in order to succeed and gain maximum acceptance by the rest of the employees. 17 It has been concluded that top leadership must establish the unity of purpose and course that the firm will take in order to be in a position of retaining the happiest patients. 19 This suggests that top leadership must be individually involved in setting and ensuring quality policy and thereafter have it communicated to the members of staff. For instance, the top leadership guides, determines, and supports quality issues in the organization. Therefore, top leadership commitment significantly affects the customer satisfaction. 12 Leaders apply strategic planning as a method to formulate and implement approaches for ensuring that the best value to the stakeholders is delivered to achieve the specified goals of the firm. It is worth noting that for effective strategic quality planning, there is a need to make deliberate efforts aimed at improving staff performance, customer experiences, and social responsibility actions of the firm. 20 People at leadership positions within an organisation, people who have power to take the earlier-said strategic plan into action. Preferably, it encompasses the charting of long and short-term organizational objectives. After all, strategic planning has shown a significant link between strategic planning and customer satisfaction as well as employee satisfaction. 20 Patients' satisfaction is the ultimate goal a well-charted vision on customer and staff satisfaction. Patients' satisfaction is an ultimate goal for any hospital that looks keenly into offering high-quality standards to its staff as a goal of service excellence that is drawn mainly from the hospitals' strategic plan. 20 Senior leaders are mandated to make any decisions that have a high level of relevance and are responsible for giving the direction the hospital should take in the future. 21 -26 This will be done while drawing a parallel between the long-term plans that are perceived to be of significance in the future growth of the organization comparable to the past. 27 Hence, strategic planning occurs in four different yet harmonizing phases: the first phase is the strategic diagnosis, the second phase is the formulation of the firm's mission, the third phase is determination of tools to apply, which are prescriptive and quantitative, and the final phase entails evaluation and controlling the processes to ensure all is in track. 28 Strategy formulation involves a detailed analysis that will bring environmental information to the organization about opportunities and threats. There has been a positive association between strategic quality planning and staff or employee performance; this 29 demonstrated that if consideration during development of organizational mission, strategy, and objectives was placed on employee opinions, it increases the likelihood that the employees will fully support them since such practices make the employees to feel as part of the firm. When employees feel as part of an organization, their level of motivation increases, creating an opportunity to effectively achieve the company objectives. This in turn leads to lesser absenteeism and a lower employee turnover. All these aspects of employee involvement are critical aspects of top leadership, ensuring that TQM implementation is flawless and successful.
However, in a study conducted in Malaysia to determine whether strategic planning is a good predictor of customer satisfaction outcome within small businesses, it was found out that strategic planning had no significant effect on customer satisfaction. 14 These findings agreed with a previous study that concluded that there is no direct or indirect association between strategic planning and customer satisfaction in their study of requirements for TQM with leadership as an ethical dilemma in Spain. 21 These findings were in contrast with those that demonstrated that management practices and their relationship with customer satisfaction and productivity improvement had a positive association between strategic planning and customer satisfaction. 22 Another study suggested that the insignificant relationship between strategic planning and customer satisfaction in small service businesses in Malaysia could be a demonstration that leadership in such firms fail to commit to meaningful goals and objectives that are aimed at supporting customer needs that translate to customer satisfaction. 14 Iran healthcare system faces grave consequences in relation to efficiency and quality in the healthcare sector. 23 Reports of the successful implementation of TQM principles in other parts of the world encouraged Iranian decisionmakers to introduce the strategy to healthcare organizations with the hope of improving quality and efficiency. 23 Consequently, successful implementation of TQM has been applied in various healthcare organizations across the globe. The success of such implementation has been positively attributed to employee satisfaction, whereby employee satisfaction is defined basically as the degree to which employees within an organization consider that their needs are constantly satisfied by the employer. 24 This makes consideration of the employee involvement as a key role of leadership commitment to achieving a successful TQM implementation process.
In the Kenyan context, a study on TQM, operations effectiveness, and competitive advantage in horticultural industry in Kenya concluded that leadership concentrated more on their firms getting quality certification, and therefore were not aware of the philosophical background of the quality management systems and hence making it difficult for them to be able to effectively apply TQM systems, although they apportion so much resources for the accomplishment of customer requirements as a means to certify and save for the implementation of effective quality systems. 25 Consequently, the TQM principle of leadership commitment focuses on the customer and had the strongest impact on the competitive advantage of the firm, resulting therefore in a higher customer satisfaction.
reseArcH MetHodoLogy
The study applied positivism research philosophy as hypotheses were tested. The target population was the hospital employees and patient receiving inpatient care in those hospitals. Simple random sampling was used to select the hospital employees, while stratified sampling was used to select the patients. Data were collected using open-and close-ended self-administered questionnaires for both the patients and the employees ( Table 1 ). Data were then analyzed for both descriptive and inferential statistics. The findings of the study were presented in graphs and tables.
reseArcH Findings
Influence of Leadership Commitment on Patients' Satisfaction
The study sought to examine the extent to which top leadership commitment influenced patients' satisfaction with the hospitals in Nairobi. Top leadership commitments in the hospitals were determined through three parameters, namely visionary leadership, resource allocation, and strategic planning. The constructs for patients' satisfaction were timeliness of services cost of service; privacy and confidentiality; and dignity.
Mean and Standard Deviation for Leadership Commitment
The respondents were requested to show their level of disagreement or agreement to a range of statements on a Likert scale of 1-5, where 1 showed that they strongly disagreed with the statement, 2 showed that they disagreed with the statements, 3 showed that they were neutral, 4 showed they agreed with the statements, and 5 showed that they strongly agreed with the statements. Table 2 revealed the means (M) and standard deviations (SD) for the responses to the questions that examined the influence of leadership commitment on patients' satisfaction with hospitals within Nairobi. The findings in Table 2 showed that on average, respondents agreed that the hospital allocates resources to ensure that quality is sustained (M = 3.75, SD = 1.060); they also agreed that the hospital leadership team uses the organization's values to guide the organization and staff (M = 3.76, SD = 1.132). The respondents agreed that their hospital leadership takes accountability for the effectiveness of the quality management systems (M = 3.54, SD = 1.187).
Correlations between Leadership Commitment and Patients' Satisfaction
The statistical tool that examines the relationship between two variables and provides a measure of the strength that the variables associate with one another is correlation analysis. The coefficient, which is the measure, is denoted by (r ) and is a value between −1 and +1. A correlation analysis was carried out to examine the strength of the relationship between leadership commitment and patients' satisfaction with hospitals in Nairobi. Table 3 showed that the constructs for leadership commitment statistically and significantly correlated with patients' satisfaction. Patients' satisfaction strongly correlates with visionary leadership (r (268) = 0.418 p < 0.05) and resource allocation (r (268) = 0.385 p < 0.05). There was a significant correlation between patients' satisfaction with strategic planning (r (268) = 0.437 p < 0.05). The findings also indicated that leadership commitment significantly correlated with patients' satisfaction (r (268) = 0.413 p < 0.05). 
regression ModeL suMMAry
From the regression model summary, the findings showed that leadership commitment explained 23% variation in patients' satisfaction with the hospitals in Nairobi, R 2 = 0.230. This implied that 23% of the variations in patients' satisfaction levels within the hospitals in Nairobi could be explained by the leadership commitment. Table 5 showed the findings of the regression model.
regression AnovA
The variability levels in a regression model are tested by the regression ANOVA. It also tests the significance of the model as well as whether the null hypothesis is rejected or not rejected. The findings are represented in Table 6 . From the table, the results show that the model was statistically significant in linking leadership commitment and patients' satisfaction with the hospitals in Nairobi (F (4, 263) = 19.585, p < 0.05). The null hypothesis that leadership commitment does not have a significant influence on patients' satisfaction with the hospitals in Nairobi was rejected as the value of the F -statistic was significant.
regression coeFFicients
A regression coefficient is a statistical tool that predicts how the dependent variable changes as a result of a unit change in the independent variable. The multiple linear regression was conducted with an aim of determining the magnitude and direction of the relationship between leadership commitment and patients' satisfaction with the hospitals in Nairobi. 
Chi-squared Test for Leadership Commitment and Patients' Satisfaction
Pearson's Chi-squared test is also known as the goodness-of-fit test.
It is a statistical test whose result is denoted by χ 2 . The Pearson's Chisquared test is used to examine the association between variables. This study sought to examine whether there was a statistically significant association between leadership commitment and patients' satisfaction. The findings show that there was a strong and significant association between leadership commitment and patients' satisfaction, χ 2 (2652, N = 268) = 3166.852, p < 0.05. The result of the Chi-square is indicated in Table 4 .
Regression Analysis and Hypothesis Testing for Leadership Commitment
A statistical tool that is carried out to examine if one or more independent variables predict the changes in the dependent
The results from this study showed (Table 4 ) that visionary leadership and strategic planning significantly predicts patients' satisfaction (β = 0.357, t (268) = 2.704, p < 0.05; β = 0.309, t (268) = −3.923, p < 0.05, respectively). The results indicated that resource allocation did not significantly predict patients' satisfaction (β = 0.044, t (268) = 0.717, p > 0.05). From a general point of view, leadership commitment positively and significantly predicted patients' satisfaction (β = 0.071, t (268) = 7.407, p < 0.05). The implication of the results is that a unit change in leadership commitment would lead to an increase in patients' satisfaction with the hospitals in Nairobi by 0.071 units. This study, therefore, concluded that leadership commitment positively and significantly predicted patients' satisfaction with the hospitals in Nairobi.
concLusion A n d recoMMendAtions
Conclusion
The findings of the multiple linear regression analysis established that leadership commitment positively and significantly predicted patients' satisfaction with the hospitals in Nairobi. The findings of this study led to rejecting the null hypothesis that leadership commitment had no significant influence on patients' satisfaction. From the findings of this study, it was concluded that committed leaders in the hospitals are leaders who have a great vision for the organization, they can effectively allocate resources for the benefit of the organization, and can strategically plan to effectively achieve patients' satisfaction.
Recommendations
The results from multiple linear regression revealed that leadership commitment significantly predicted changes in patients' satisfaction with the hospitals in Nairobi. The leadership of the hospitals should be committed in bearing and delivering the vision of the hospital, effectively allocating resources of the hospital and strategically planning for the hospital. The study recommends the leaders in hospitals to make their establishment reliable in responding to the needs of the patients. They can achieve this by implementing strong communication channels between the staff and the patients and by engaging the staff through proper training that sensitizes them on the best practices of treating patients in their establishments. In addition, the leaders can use benchmarking and visit hospitals that have adopted TQM philosophies to enhance leadership commitment and adopt these programs to provide better levels of satisfaction to the patients. Adopting these recommendations will enable the leaders in the industry to develop organization goals, values, and systems that are focused on satisfying the expectations of the patients. 
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